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DETAILED ACTION 
Response to Amendment 

1 . This in response to amendment filed 01/14/2009. No claims have been added. 
Claims 5, 8, 10, 12, 17, 20, 22, 24, 29, 32, 34 and 36 have been canceled. Claims 1,6- 
7, 9, 11 , 1 3, 1 8-1 9, 21 , 23, 25-28, 30-31 , 33 and 35 have been amended. Claims 1 -4, 6- 
7, 9, 1 1, 13-16, 18-19, 21, 23, 25-28, 30-31, 33 and 35 are still pending in this 
application. 

2. The rejection of 35 USC § 1 01 is withdrawn. 

Claim Rejections - 35 USC § 103 

3. The following is a quotation of 35 U.S.C. 1 03(a) which forms the basis for all 

obviousness rejections set forth in this Office action: 

(a) A patent may not be obtained though the invention is not identically disclosed or deschbed as set 
forth in section 102 of this title, if the differences between the subject matter sought to be patented and 
the prior art are such that the subject matter as a whole would have been obvious at the time the 
invention was made to a person having ordinary skill in the art to which said subject matter pertains. 
Patentability shall not be negatived by the manner in which the invention was made. 

Claims 1-4, 6-7, 9, 11, 13-16, 18-19, 21, 23, 25-28, 30-31, 33 and 35 are rejected 
under 35 U.S.C. 103(a) as being unpatentable over Crockett (US PAT # 5,590,188) in 
view of Dhir et al. (US PAT # 6,714,642) and further in view of Leamon (6,970,829). 

Regarding claim 1 , Crockett teaches a workforce management system (see col. 
1, lines 21-23), the system comprising: a processor (reads on call routing processor 12, 
as shown in Fig. 1); and a memory (the use of a memory is inherent in Crockett) 
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containing a work force planning program (tliis reads on tlie software making the 
decision procedure from the received information, see for example, step 22 in Fig. 2 and 
col. 7, lines 30-34), that when executed, causes the workforce management system to: 
obtain from a communication switch (element 14, Fig.1), a first call history statistic of a 
first period of time (this reads on the information provided by the switch to the call 
routing processor, which is called the "status data", see col. 5, lines 2-23. Also, for the 
claimed feature of "history statistic", this basically reads on the switch within the 
network providing information traffic information to the call routing processor, this 
information may be provided periodically or per call bases, see for example col. 13, 
lines 15-63); obtain from a call center a, a first work-history statistic of the first period of 
time (this reads on receiving and calculating the "estimated answer delay" based on 
previous information (i.e., statistics) received from the call center, see col. 8, lines 4-16 
and col. 14, lines 13-15), process at least one of the first call -history statistic and the 
first work-history statistic (this reads on the software making the decision procedure 
from the received information, see for example, step 22 in Fig. 2 and col. 7, lines 30-34). 

Crockett does not specifically teach that "the first call history being generated by 
and stored within the communication switch" as recited in the claim language. 

However, Dhir teaches in a system and method for call decision a central server 
system 100 store transaction and history data reflecting activity on a call routing system 
(see Fig. 1 and corresponding text). 
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Thus, it would liave been obvious to one of ordinary skill in the art at the time the 
invention was made to incorporate the feature of having one main server to store 
transaction history and other data reflecting the activities on a call center, as taught by 
Dhir, Into the Crockett's system in order to enhance the efficiency of tracking history 
information and generating rules and decision based on these information. Obviously It 
is easer to have one main central database that stores all these information from the 
call center(s) instead of having several databases. 

The combination of Crockett and Dhir does not explicit! v teach is to "generate a 
performance report comprising a first past performance statistic". 

However, Leamon, in a workforce contact center environment that creates 
schedules and monitors call center activities, a report will be generated that reflects the 
scheduling and additional information necessary to manage the call center (see for 
example, col. 4, line 67 and col. 5, lines 1-3). 

Thus, It would have been obvious to one of ordinary skill In the art at the time the 
Invention was made to incorporate the feature of "generating report", as taught by 
Leamon, into the combination of Crockett and Dhir in order to enhance the system's 
efficiency by recording all activities and information received and processed for routing 
and distributing calls within the call center, and presenting a summary for these 
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activities. Tlie sumnnary of tlie report maybe used for numerous reasons such as future 
planning for load balancing, agent skills, call types ...etc. Also, the claimed feature of 
"process the first work-planning input together with the first report; and logic configured 
to generate a forecast report comprising a first predictive workforce statistic" is already 
taught by Leamon (see col. 4, lines 49-67 and col. 5, lines 1-2). 

Claims 13 and 25 are rejected for the same reasons as discussed above with 
respect to claim 1 . 

Regarding claims 2, 14 and 26, Leamon teaches the first call-history statistic 
comprises a total number of calls routed by the communication switch to the call center 
over the first period of time (see col. 19, lines 26-34). 

Regarding claims 3, 13 and 27, Leamon teaches the first call-history statistic 
comprises a total number of a first type of calls routed by the communication switch to 
the call center over the first period of time (see col. 1 9, lines 26-34). 

Regarding claims 4, 16 and 28, Leamon teaches the first work-history statistic 
comprises an actual work time of the call center over the first period of time, and the first 
past performance statistic is a first workforce occupancy (this reads on the schedule of 
the day, see col.1 0, lines 64-67 and col. 11, lines 1 -4). 
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Regarding claims 6, 18 and 30, Leamon teaches the first work-planning input 
comprises at least one of a first number of operators over a first forecast period, a 
change in call volume over the first forecast period, an attendance statistic of the first 
number of operators over the first forecast period, and a performance statistic of the first 
number of operators over the first forecast period (see 5, lines 61 -67). 

Regarding claims 7, 19 and 31, Leamon teaches the first predictive workforce 
statistic comprises at least one of an actual work time of a first number of operators over 
a first forecast period, an occupancy of the first number of operators over the first 
forecast period, and a forecast of a number of operators required for call handling 
during the first forecast period . See col. 4, lines 39-44 and col. 19, lines 35-40. 

Regarding claims 9, 21 and 33, Leamon teaches the first work-planning input 
comprises a first number of operators during a first forecast period and a second 
number of operators during a second forecast period (see col. 5, lines 31-52). 

Regarding 1 1 , 23 and 35, Leamon teaches the first work-planning input 
comprises a first number of operators having a first level of performance during a first 
forecast period and a second level of performance during a second forecast period (see 
col. 5, lines 31-52). 



Response to Arguments 
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4. Applicant's arguments have been considered but are moot in view of the new 
ground(s) of rejection. 

Conclusion 

5. Applicant's amendment necessitated the new ground(s) of rejection presented in 
this Office action. Accordingly, THIS ACTION IS MADE FINAL. See MPEP 

§ 706.07(a). Applicant is reminded of the extension of time policy as set forth in 37 
CFR 1.136(a). 

A shortened statutory period for reply to this final action is set to expire THREE 
MONTHS from the mailing date of this action. In the event a first reply is filed within 
TWO MONTHS of the mailing date of this final action and the advisory action is not 
mailed until after the end of the THREE-MONTH shortened statutory period, then the 
shortened statutory period will expire on the date the advisory action is mailed, and any 
extension fee pursuant to 37 CFR 1 .136(a) will be calculated from the mailing date of 
the advisory action. In no event, however, will the statutory period for reply expire later 
than SIX MONTHS from the date of this final action. 

6. Any inquiry concerning this communication or earlier communications from the 
examiner should be directed to Rasha S AL-Aubaidi whose telephone number is (571) 
272-7481 . The examiner can normally be reached on Monday-Friday from 8:30 am to 
5:30 pm. 
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If attempts to reach the examiner by telephone are unsuccessful, the examiner's 
supervisor, Ahmad Matar, can be reached on (571 ) 272-7488. 

Information regarding the status of an application may be obtained from the Patent 
Application Information Retrieval (PAIR) system. Status information for published 
applications may be obtained from either Private PAIR or Public PAIR. Status 
information for unpublished applications is available through Private PAIR only. For 
more information about the PAIR system, see http://pair-direct.uspto.gov. Should 
you have questions on access to the Private PAIR system, contact the Electronic 
Business Center (EBC) at 866-217-9197 (toll-free). 



/Rasha S AL-Aubaidi/ 

Primary Examiner, Art Unit 2614 



